Swaff Recommendation .
Service Quality Measurements Exhibit A
Performance Reports

PROVISIONING

Percent Miued' Installation Appointments

Dispatch No-Dispstch Dispatch No-Dispatch

<8 ckts >u§ ckis <$ ckty |>-$eh| <10 ckts |>-l0dns <10 ckis >e10 ckts
. —r'i?'hnw 3 [

Local Intercomnect..n

Trunks (Total Only)
- Toul
NOﬂDCSlp X X X X X X X X
- Total
UNE Desig X X X X X X X X
- Total
*Resi X X x X X X X X
- Total
-B X X X X X X X X
- Total
'De“n_ X X X X xX X x x
- Total
INE - Loops wiLNE X X X X X X x X
- Total ;

Percent Missed Installation Appointmeats—End User Caused Missed Appointments
Dispstch No-Dispatch Dispatch No-Dispatch

<$ ckts >u$ ckis <3 cktz >uSckts <10ckts >=10ckm <10 ckts >=10 ckis
QECS MTQIOW MY 1OW NT LEOW MY SOW MNT QEOW BT LSOWU ST QECW T

Local Interconnection
Trunks (Total Ounly)
« Tatal
UNE Noa Dasign .
X X X X X X X X
- Total
UNE Design .
X X X X X b 4 X X
« Toual
Resale - Residence
X X X X X b 4 X X
- Total
Rasale - Businews
X X X X X X X b 4
- Total
Rosale - Design
X X b 4 X X b 4 X X
-Total
UNE - Loops w/LNP
.. X x X X X x X
- Total

General Order dated August 31, 1998

Page 17




Stafl Recommendation
Service Quality Measurements Exhibit A
Performance Reports
PROVISIONING

Percent Provisioning Troubles within 30 days of Installation

— , Duapeich NoDupach el
Trmks (CLEC & BST)

UNBN‘M ' X X

UNE Design X X

Rasale - Residence X X

Rasale - Business X X

Rasale -w X X

BST R Moo x x

BST Ratail Businam X X

BST Ratail a X X

PROVISIONING General Order dated August 31, 1998
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
Function: Coordinated Customer Conversions
Measurement This category measures the average time it takes BST to disconnect an unbundled loop
Overview:

from the BST switch and cross connect it to a CLEC's equipment. This measurement
ealy applies to service orders with and without LNP, with and without INP*>
the CLEC has requested BST to provide & coordir ted cut-over

3 and where

Average Coordinated Customer Conversion Interval = (T [(Completion Date and
Loop/with-LNP™)-

o CLEC Aggregate
e State, Regional and MSA'® Level

Methodology: Time for Cross Connection of an Unbundled Disconnection
Date and Time of an Unbundled Looptwith-LNP)]] / Total Number of Unbundled
Loop Orders with/-NR-for the reporting period.
‘ Dimensions: Excluded Situations:
o CLEC Specific e  Any order canceled by the CLEC will be

excluded from this measurement.

Delays due to CLEC following disconnection
of the unbundied loop

Any order where the CLEC has not requested a
coordinated cut over :
Umwmmueummn;
nhm‘berloop

_ DmRetnnethoCLECW’ >

DmRannedRehnnjtoBSTPcrfmmnce

CLEC Order Number
Order Submission Date
Committed Due Date
Service Type

No BST Analog Exists

13 Change reflects Staff’s reccommendation that UNEs be di

between those with INP and without

INP as well as with and without LNP. This is consistent with the FCC Notice of Proposed Rulemaking, where
m&mmmmmmapmmmmmuw&

'$ MSA was added to reflect Staff"s recommendation that geographic disaggregation refloct Metropolitan

Statistical Areas.
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Staff Recommendation
Service Quality Measurements Exhibit A
Performance Reports
PROVISIONING

Coordinated Customer Conversions

‘ i I Averai Interval I

UNE Loops without LNP
UNELoopswithLNP‘
NE DI
| INE]ogns ithout INE

pepe )5

mmsw;mmmuwmmmn@mdmm

INP as well as with and without LNP. This is consistent with the REGAMPOFSepudBukupiseba998

Wmmumamemamw
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
PROVISIONING
.| Function: Average Completion Notice Interval

Measuremen. | The receipt of a completion notice v the CLEC from BST informs the carrier that
Overview: their formal relationship with a custor ¢r has begun. This is useful to the CLEC in that
it lets them know that they can begin with activities such as billing the customer for

service.
Measurement 1. Average Completion Notice Interval = I{(Date & Time of Notice of Completion)
Methodology: - (Date & Time of Work Coxppletion)] / (Number of Orders Completed'’ in
Reporting Period)

Definition: The Completion Notice Interval is the elapsed time between the BST
reported completion of work and the issuance of a valid completion notice to the
CLEC. There is no equivalent BST Retail Measurement.

Reporting Dimensions: Lxcluded Situations:

o Under Development o Under Development

Data Retained Relating to CLEC Experience: Data Retained Reisting to BST Performance:
o Under Development e NA -

Average Completion Notice Interval
Reported Month:

Average Interval

CLEC A

CLEC AGGREGATE
|_-Resale Residence
- Resale Business
- Resale Special

¢ >¢] ¢




Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
MAINTENANCE & REPAIR
Function: OSS Response Interval
Measurement ¢ This measure is designed to monitor the time required for the CLEC interface
Overview: system to obtain from BST"s legacy systems the information required to handle

maintenance and r ~air functions. This measure also add -<ses the availability of
the OSS interface for 1o nair and maintenance.

Measurement 1. . OSS Interface Availability = (Actual Availability)/(Scheduled Availability) X 100
Methodology:

Definition: This measure shows the percentage of time the OSS interface is actually
available compared to scheduled availability. Availability percentages for the CLEC
and BST interface systems and for legacy Systems accessed by them are captured.

Methodology: Mechanized reports from OSSs.

2 OSS Response Interval = Access Times in Increments of Less Than or Equal to 4
Seconds, Greater Than 4 Seconds but Less Than or Equal to 10 Seconds, Less Than or
Equal 10 10 Seconds, Greater Than 10 Seconds, or Greater Thaa 30 Seconds.

Definition: Response intervals are determined by subtracting the time a request is
submitted from the time the response is received. Percentages of requests falling into
the categories listed above are reported, along with the actual number of requests
falling into those categories. This measure provides a method to compare BST and
m;mmmmummwwmam

Methodology: Mechanized reports from OSSs.

OSS Maintenance and Repair Interface Availability
OSS Interface % Availability
CLEC TAFI
e —————
BST TAF1
LMOS Host
[MARCH
SOCS

b bad tad Ead o

General Order dated August 31, 1998
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Exhibit A

Staff Recommendaton
Performance Reports

Service Quality Measurements

0SS MAINTENANCE AND REPAIR ™ESPONSE INTERVAL

MAINTENANCE & REPAIR
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
MAINTENANCE AND REPAIR
' Function: Average Answer Time - Repair Centers

[ Nsasurement | e This measure s monitory that BSTs handling of su-port center calls from CLLCs
Overview: are comparable with support ceater calls by BST"s retail customers.
Measurement 1. Average Answer Time for BST's Repair Centers = (Total time in seconds for BST's
Methodology: | Repair Centers response) / (Total number of calls) by reporting period

Definition: This measure demonstrates an average respoase time for the CLEC to
contact 8 BST representative
Methodology: Mechanized

1t from ir Centers Automatic Call Distributors.

__Average Answer Time - Repair Centers

0 Average Answer Time/Month in Seconds
Business Repair | BST Resale Residence UNE Center
Center Repair Center | Repair Center
| Region Total X X X X

Page 24
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
MAINTENANCE & REPAIR
Function: Missed Repair Appointments
Measurement |- When the data for this measure is coliected for BST and a CLEC it can be used to
Overview: compare the percentage of accurate estimates of the time required to complete service

repai. - for BST and the CLEC.

-Measurement 2. Percer "age of Missed Repair Appointments = (Count of Customer Troubles Nw
Methodology: Resolved by the Quoted Resolution Time and Date) / (Count of Customer Trouble
Tickets Closed ) X 100,

Definition: Percent of trouble reports not cleared by date and time committed. Note:
Appointment intervals vary with force availability in the POTS environment. Specials
and Trunk intervals are standard interval appointments of no greater than 24 hours.

Methodology: Mechanized metric from maintenance database(s).

Dimensions: Excluded Situsations:

e CLEC Specific e Trouble tickets canceled at the CLEC request
e CLEC Aggregate o  BST trouble reports associated with internal or
o BST Aggregate administrative service

[ ]

State, Regional and MSA'® Level

Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance.

¢ Report Moath e Report Month

e CLEC Ticket Number ¢ BST Ticket Number

¢  Ticket Submission Date ¢  Ticket Submission Date

¢ Ticket Submission Time e Ticket Submission Time

¢ Ticket Completion Time ¢ Ticket Completion Time

e  Ticket Completion Date e  Ticket Completion Date

e  Service Type e Service Type

. :lx;godﬁon and Cause (Noo-Design/Noo-Special | Disposition and Cause (Non-Design/Non-Special
)

o _ State Region and MSA' o a Region and MSA®

'* MSA was added to reflect Staff's recommendation that graphic disaggregation reflect Metropoli
tan
Statistical Areas. g

¥ hid
® mid General Order dated August 31, 1998
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
MAINTENANCE & REPAIR
_Missed Repair Appointments
T Tow Duspesch mm
—__ | CLECEU BST | CLECEU BST
Local Interconnect.  Trunks *¢ .
T Teml

Resale - Residence X X X X X -

-Total X X
Renale - Business X X ] X X | RS
] - Towl X X
Reaale - Denign *° | |

- Toal
UNE Donugn ** — 1 1

- Towl
UNE Noa Desgn X X ] X X 1 X

- Toal X X
BST
Local Interecessction Trunks *®
Ratail Renidunos x x x
Ratai] Busines x x x

|_Retail Danign °% X X N X

Nots**: meMBMT@ﬂWanwmanQn
priority first in, basis
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
MAINTENANCE & REPAIR
Function: Customer Trouble Report Rate
Measuremen. This measure can be t d 1o establish the frequency (rate) of ¢- stomer trouble reports
Overview: and emyployed to comparc “LEC with BST results.
Measurement 1. Cunom?mblenegonm-(mmdhmﬂmdwﬁmblekmmm
Methodology: the Current Period) / (Number of Service Access Lines in Service at End of the Report
Period) X 100. Note: Local Interconnection Trunks are reported only as total -
troubles. -
mcunomenmanuwmnmwmmmznumbuof
maintenance initial and repeated trouble reports during the reporting period. The
resulting oumber of trouble reports are divided by the total number of “service access
lines” existing for CLECs and BST respectively at the end of the report period.
Definition: WMWWW«MWWMMa
calendar month (Where cause is not in carrier equipment) per 100 lines/circuits in
service,
Meéthodology: Mechanized metric for trouble reports and lines in service.
Dimensions: Exciudod Sitnations:
o CLEC Specific e Trouble tickets canceled at the CLEC request
o CLEC Aggregate e  BST trouble reports associated with
e BST Aggregate administrative service
e State, Regional and MSAY Level
Data Retained Relating to CLEC MWM&BS’I‘W
* Report Month e Report Month
e CLEC Ticket Number e  BST Ticket Number
o Ticket Submission Date o Ticket Submission Date.
o  Ticket Submission Time e Ticket Submission Time "~
o  Ticket Completion Time o  Ticket Completion Time
o Ticket Compietion Date ‘e Ticket Compietion Date
*  Service Type e  Sexvice Type
. . "

Disposition and Cause (Non-Design/Non-Special
caly)

s __ State Region mdma

an
F
1
B
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
MAINTENANCE & REPAIR
Customer Trouble Report Rate
' Druch No Dupatch_ Tod
Lowal Interecnmection Trunks x . X X
Revale Ravidense x x x
Renale Business X X X
Rsssle Design x X . x
UNE Design X X x
UNE Non Dusign X x x
" BST
Local Intarecvnaction Teunks X X X
Rateil Ranidewos X X X
Rateil Busmass x X X
Retail Design x x x
UNE Loop wANP x x

General Order dated August 31, 1998
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Staff Recommendation

Service Quality Measurements Exhibit A

Performance Reports

MAINTENANCE & REPAIR

Function:

Quality of Repair & Time to Restore

Measurement
\\verview:

This measure, when collected for both the CLEC ~2d BST and compared, monitors
that CLEC maintenance requests are cleared compaichly to BST maintenance 1. quests.

Mceasurement

| Methodology:

3. Maintenance Average Duration = (Total Durstion Time from the Receipt to the
Clearing of Trouble Reports ) / (Total Troubles)

4. Percent Repeat Troubles within 30 Days = (Total Repeated Trouble Reports within

| 30 Days) / (Total Troubles) X 100

5. Out of Service (OOS) > 24 Hours = (Total Troubles OOS > 24 Hours) / (Total 0OS
Troubles) X 100

Definition: For Out of Service Troubles (no dial tone, cannot be called or cannot call
out): the percentage of troubles cleared in excess of 24 hours.

For Percent Repeat Trouble Reports within 30 Days: Trouble reports on the same
line/circuit as a previous trouble report within the last 30 calendar days as a percent of
total troubles reported.

For Average Duration: Average time from the receipt of a trouble until the trouble is
cleared.

Methodology: Mechanized metric from maintenance database(s).

Reporting Dimens:ons: Excluded Situations:

e CLEC Spexific ¢ Trouble reports canceled at the CLEC request
e CLEC Aggregate o BST trouble reports associated with

o BST Aggregate administrative service

o __State, Regional and MSA™* Level

é
f L
:

DauRannede_a_n;ngtoCLECExpam Data Retained Relating to BST Performance:

Toanid:as
CLEC Ticket Number : ° PememgeofCustomu'l‘mxblsOmof
Ticket Submission Date Service > 24 Hours

Ticket Submission Time ¢ Total and Percent Repeat Trouble Reports with
Ticket Completion Time 30 Days

Ticket Completion Date e Total Duration Time

Total Duration Time . e Service Type

L]
o  Total Troubles

. Dmﬁonande(Nm—DuWNm-smd
. Smencgumandm_

General Order dated August 31, 1998
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MAINTENANCE & REPAIR

Maintenance Average Duration

Staff Recommendation

Service Quality Measurements

Performance Reports

Exhibit A

No Dupatch

-t

Local lnterconpection Trunks
Rawsis Revidence

Ressie Busines

Rassis Design

UNE Dmsign
UNE Noo Demgn

XXXX**'E

® X X R X X

XXXNNNrg

BST
Local lotarconnection Truoks

® X X X

" x x X

® K MK R

Percent Repeat Trouble within 30 Days

No Dupuch

Local isercoonecuon Trunks
Resale Rasidence

Rassle Busines

Rassle Design

UNE Design
UNE Non Design

xxxxxxli

® XK X K X X

XNRN%NI&‘
\]

BST
Local Iseroonnaction Tnmios
Ratail Residence
Ratail Busines

Retail D

® K X X

® X X X

rvx x X

Out of Service more than 24 Hours

-4

Losal intarecamesnian Trusks
Rassie Residence

Rasale Business

Rastis Design

UNE Design

UNE Non Design
fremom——rv—

XNN”XXK

3
xxxxxxli

XN““XX[

BST
Local Inerconnection Trunks
Retail Residence
Retail Businew

X R K X
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Stafl Recommendation

Service Quality Measurements Exhibit A

Performance Reports

BILLING
Function:

Invoice Accuracy & Timeliness

Measurement
Overview:

Measurement
Methodology:

- The accuracy of billing invoices delivered by BST to the CLEC must provide CLECs -

with the opportunity to deliver bills at least as accurate as those delivered by BST.
Producing and comparing this mc - surement result for both the CLEC and BST allows

a determination as to whether or not y ity exists.

1. Invoice Accuracy = [(Total Local Services Billed Reveaunes during current
month) - (/Total Adjustment Revenues during current moath/) / Total Local
Services Bllled Revenues during curreat month] x 100 ]
This measure provides the percentage accuracy of the billing invoices for a CLEC by
dividing the difference between the total billed revenue and total adjustment revenues
by the total billed revenues during the current month.

2. Meaa Time to Deliver Invoices = | (Invoice Transmission Date) - (Date of
Scheduled Bill Cycle Close))/(Count of Invoices Transmitted in Reporting Period)
should be delivered within six (6) workdays, and CABS-based invoices should be
delivered within eight (8) calendar days.

Objective: Measures the percentage of accuracy and mean interval for timeliness of
billing records delivered 10 CLECs in an agreed upon format.

Dimensious: Exciuded Situations:
e CLEC Specific e  Any invoices rejected due to formatting or
o CLEC Aggregate content errors
s __BST Aggregate

Data Retaived Relating to CLEC Experience: Data Retained Relating to BST Performance:

8 Resale

¢ Report Monthly ¢ Report Monthly
e lavoice Type

*  Retail Type
a CRIS

8 Unbundied Element Iavoices (UNE) B CABS

Invoice Accuracy

Reported Month:
Invoice Type:

Total Billed Revenues Total Adjustment % Accuracy
Revenues

CLECA

CLEC AGGREGATE

Reported Month:

L BST AGGREGATE
Invoice Timeliness

oy K] K
o] K| o
»®

Invoice Type:

l % CRUS Bills Reteased % CABS Bills Ralcesed
(by 6% Workday) (By 8* Workday)

CLEC Specilic Ragion

CLEC Aggregus Region

- Rasale

BST Agpegute

L Repon__

998




BILLING

Staff Recommendation
Service Quality Measurements Exhibit A
Performance Reports

Function:

Usage Data Delivery Accuracy, Timeliness & Completeness

Measurement
Overview:

The accuracy of usage records delivered by BST to the CLEC must provide CLECs ™
with the opportunity *~ deliver bills at least as accurate as tho~~ delivered by BST.
Producing and compari,? this measurement result for both the LI ECmdBSTallows
a determination as to whether or not parity exists.

Methodology:

Measurement

1. Usage Data Delivery Accuracy = ('!'otllnmnberofusagedanpacksscmdunng
current month) - (Total number of usage data packs requiring retransmission
during current month) / Total number of usage data packs seat during current
month

This measurement captures the percentage of recorded usage and recorded usage data

packets transmitted error free and in an agreed upon format to the appropriate CLEC,

as well as a parity mcasurement against BST Data Packet Transmission.

3. Usage Data Delivery Compietencss = (Total number of Recorded usage records
delivered during the current moath that are within thisty (30) days of the
message(usage record) create date) / (Total number of Recorded usage records
delivered during the current month)

This measurement provides percentage, of recorded usage data (BellSouth recorded and
usage recorded by other carriers) processed and transmitted to the CLEC within thirty
(30) dsys of the message (usage record) create date. A parity measure is also provided
showing completeness of BST messages processed and transmitted vis CMDS. ~

3. Usage Data Delivery Timeliness = (Total number of usage records sent within
$ix(6) calendar days from initial recording/receipt) / (Total number of usage records
sent)®’ This measurement provides (BellSouth recorded and usage recorded by other
carriers) delivered to the appropriate CLEC within six (6) calendar days from initial
recording. A parity measure is also provided showing timeliness of BST messages
processed and transmitted via CMDS.

Objective: The purpose of these measurements is 10 demonstrate the level of quality
and timeliness of processing and transmission of both types of usage data (BellSouth
recorded and usage recorded before other carriers) to the sppropriate CLEC.

Methodology: The usage data will be mechanically transmitted to the CLEC data
processing center once daily. Timeliness and compicteness measures are reported on
the same report.

BILLING

Reporting Dimensions: Exciuded Situations:

«_CLEC Aggrogate _ o None

n The performance report provided by BeliSouth shows the percentage of usage records sent within zero,
omtwo,lhne,four,ﬁw.ux,uvm,usht,mne,mmso.andmaommmemmld

by the CLECs that BellSouth could be providing records '
fammmnummq.mmuwmmw%m
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Swaff Recommendation

Service Quality Measurements Exhibit A
Performance Reports

e CLEC Specific

o BST Aggregate

Data Retained Relating to CLEC Experience: Data Retained Relsting to BST Performance:

¢  Report Monthly ¢ Report Monthly

| o Record Type e Record Type
® CMDS (Centralized Message De. very,
System)
®_ Non-CMDS

Usage Data Delivery Accuracy
- Reported Month: .

Reported Month Total Data Packs | Total Packs Requiring | % Accuracy

Sent Retransmission

CLEC A X X X
| CLEC Aggregate L d d

BST Aggregate X X X

Usage Records Timeliness and Completeness

) CLECA - CLEC Aggregate BST Aggregate
ey | Towl | Gamsistve | Doy | Toul | Comuitve | Doy | Towl | Comiative -
|__Delay | Volume % | Daley | Volume » Delay | Volume %

X X X x | X X X X X
X X X X X X X X X

Page 33

General Order dated August 31, 1998




Staff Recommendation

Service Quality Mecasurements Exhibit A
Performance Reports
OPERATOR SERVICES: TOLL ASSISTANCE AND DIRECTORY ASSISTANCE (Toll, DA)
Function: Speed to Answer Performance
Measurement | The speed of answer delivered to CLEC retail customers, when BST provides Operator
Overview: Services with Toll Assisted Calls or Directory Assistance on behalf of the CLEC, must

be substantially the same as the speed of answer that BST delivers to its own retail
customers, for equivalent local services. The sanx facilities and operators are “sed to
handle BST and CLEC customer calls, as well as inbu-ud call queues that will nu?
differentiate between BST & CLEC service.

Measurement
Methodology: | 1. Average Speed to Answer (Toll) =
Z (Total Call Waiting Seconds) / (Total Calls Served)

2. Percent Answered within “X™ Seconds (Toll) =

Derived by converting the Average Speed to Answer (Toll) using BellCore Statistical
Answer Conversion Tables, 0 arrive at a percent of calls answered in less than 30
seconds.

3. Average Speed to Answer (DA) =
I (Total Call Waiting Seconds) / (Total Calls Served)

4. Percent Answered within “X™ Seconds (DA) =

Derived by converting the Average Speed to Answer (DA) using BellCore Statistical
Answer Conversion Tables, to arrive at 8 percent of calls answered in less than 20
seconds.

Definition:
Measurement of the average time in seconds calls wait before answer by a Toll or DA
operator and the percent of Toll or DA calls that are answered in less than a

Metbodology: '

The Average Speed to Answer for Toll and DA is provided today from monthly system
measurement reports, taken from the centralized call routing switches. The “Total Call
Waiting Seconds” is a sub-component of this measure, which BeliSouth systems
calculate by monitoring the total number of calls in queve throughout the day
multiplied by the time (in seconds) between monitoring events. The “Total Calls
Served” is the other sub-compoaent of this measure, which BellSouth systems record as
the total number of calls handied by Operator Services Toll or DA centers.

The Percent Answered within ten and twelve seconds measurement for Toll and DA is
derived by using the BellCore Statistical Answer Coaversion Tables, 10 convert the
Average Speed to Answer measure into a percent of calls answered within 20/30
seconds. The BellCore Conversion Tables are specific to the defined parameters of
work time, # of operators, max queve size and call shandonment rates.

Current BellSouth call center switch technology and business operations do not provide
mechanized measurements differentiating between human versus machine call answer
ing methods.

General Order dated August 31, 1998
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
OPERATOR SERVICES: TOLL ASSISTANCE AND DIRECTORY ASSISTANCE (Toll, DA)
Reporting Dimensions: Excluded Situations:
¢ Toll Assistance (Toll) in Aggregate » (Calls abandoned by customers prior t0 answer
¢ Directory Assistance (DA) in Aggregate by the BST Toll or DA operator
o State

| Data Retained (On Aggre -ste Basis):
o Month

e Call Type (Toll or DA)

e Average Speed of Answer

Report Formats: )
Scparate Reports will be produced for Each State in the BellSouth Region:

Operator Services: Toll & Directory Assistance

REPORT: OPERATOR SERVICES TOLL AND DIRECTORY ASSISTANCE
REPORT PERIOD: XOXUXX/18XX - XX/XX/19XX

STATE:
AVERAGE SPEED TO ANSWER | % ANSWERED WITHIN "X” SECONDS
(SECONDS)
TOLL ASSISTANCE X % within 30 ssconds
DIRECTORY ASSISTANCE X % within 20 ssconds

General Order dated August 31, 1998
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
E911
Function: Timeliness and Accuracy
Business e BellSouth's goal is to maintain 100% accuracy in the E911 database for all its
Implications: CLEC resale and retail customers by correctly processing all orders for E911

database updates. The 911 database update process ensures that the CLEC's
updates are handled in parit ~vith BST's updates. BST uses Network Data Mover
(NDM) to transmit both CLEC ) sale and BST retail E911 updates to SCC (third
party E911 database vendor) once per day for the entire region. No processing
distinctions are made between CLEC records and BST records. These updates are
processed within 24 hours.

¢ CLECs ordering unbundled switching and facility-based CLEC E911 providers are
responsible for the accuracy of their data that is input into the E911 database.
Facilitics-based CLEC record updates are transmitted by the CLEC directly to
SCC without any BST involvement.

e When BST retail or resale records experieace errors in SCC's system, the errors
are not returned to BST for correction. Instead, SCC handles and corrects all
crrors within 24 hours for both CLEC resale records and BST retail records.

¢  BellSouth through its E911 third party vendor provides accuracy and timeliness
measurements for BST and its CLEC resale customers. In addition, BellSouth
through its E911 third party vendor provides an accuracy and timeliness report for
CLEC:s ordering unbundled switching and facilities-based CLECs.

Measurement | 1. E911 Timeliness = £ (Number of Confirmed Orders) - (Number of Orders missed in
Methodology: Reporting Period) / (Number of Orders Confirmed in Reporting Period) X 100 .

Definition: Measures the percentage of E911 database updates within a 24-hour
period.

Methodology:
Mechanized metric from ordering system

2. E911 Accuracy = T (Total number of SOIR orders for E911 updates) - (Total
number of Service Order Interface Records (SOIRS) with errors generated from Daily
TN activity (based on the E911 Local Exchange Carrier Guide for Facility-Based
Providers) | / (Total number of SOIR orders for E911 updates) X 100

Definition: Measures the percentage of accurate 911 database updates

Mechanized ic from orderi

General Order dated August 31, 1998
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports

‘E911

Reporting Dimensions: Excluded Situations:

o BST Aggregate (Includes CLEC resale ¢  Any order canceled by the CLEC.

customers) : o  Order Activities of BST associated with
| State and Negional Level internal or administra ‘ve use of local services

{ Data Retained Rewating to CLEC Experience. Data Retained Relating to BY .” Performance:

¢ Report Month o  Report Month

o CLEC Order Number o . Error Type

e  Order Submission Date e  Average number of error

»  Order Submission Time o Standard Order Activity

e Error Type e State and Region

e  Error Notice Date

o Error Notice Time

e Standard Order Activity

e State and Region

E911 Timeliness

E911 Timeliness % within 24 Hours

CLEC A » X

CLEC AGGREGATE X

BST AGGREGATE X -

E911 Accuracy

E911 Accuracy %

r_gsc A X

CLEC AGGREGATE X

BST AGGREGATE X
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
R PE
Function: Interconnection Trunk Performance
Measurement | Ln order to ensure quality service to the CLECs as well as protect the integrity of (hc
Overview: BST network, BST collects traffic performance data on the trunk groups

interconnected with th  CLECs as well as all othe- trunk groups in the BST network.

during their busy hours.

Attempted Calls)] X 100

Measurement | 1. Comparative Trunk “roup Service Summary. Provides comparative
Methodology: measuremnents of the trunk groups which exceed the blocking threshold during
' their busy hours, as well as the total number of trunk groups measured.

2. Trunk Group Service Report: Contains the service performance results of all
fina) trunk groups (both BST administered trunk groups and CLEC administered
trunk groups) between Point of Termination (POT) and BST tandems or end
offices, by region, by CLEC, CLEC Aggregate, and BST aggregate.

Specifically measures the total number of trunk groups, number of trunk groups
measured, and the snmber of trunk groups which exceed the blocking threshold

3. Trunk Group Service Detail: Provides a detailed list of all final trunk groups
between POTs and BST end offices or tandems (A-end and Z-end for BST Local
trunks) inciuding the actusl blocking performance when blocking exceeds ti
blocking number for a particular Trunk Group Serial Number (TGSN).

- Blocking thresholds for all trunk groups are 3%, except BST CTTG, which is 2%.

Measured Blocking =({(Total number of Blocked Calls)/(Total number of

Dimensions: Exciuded Situstions:
e BST Trunk Group Aggregate o Trunk Groups for which valid traffic data
e CLEC Trunk Group Aggregate measurement unavailable. .
¢ CLEC Trunk Group Specific
e__ Suate, Region and MSA® L evel
Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:
e Report Month . e Report Month :
o Total Trunk Groups ¢ Total Trunk Groups
. ToulTnmkawpﬁ:rMMwnlﬁu ¢ Total Trank Group for which data available
o Threshold exceptions o Threshold exceptions
o Exceptions percent of the total . Emepﬁoupuwmoﬁheml
e  State Region and MSA® o State Region and MSA®
o Exception Trunk detail e __Exception Trunk detail
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
TRUNK GROUP PERFORMANCE
~_1. Comparative Trunk Group Service Summary
QLEC | CLEC Aggregue ____BsTCTTR —BSTlocal
'E_o:-;f_——r_fa_d'__—ﬂ;:p—_'_-ﬁo—m'_l Toal TAGms | §1MOme | 1o 'ThGps | #IkGmm | Tw. TrcGeme
‘ Blocked Messwred Blocked WMessared Blocked M ved |  Blodked Mew-ved
X X X X X X X X
2. Trunk Group Service Report. "
forec : ‘ .
Region
pstagmmersd [ mfoalirJualmsl nofmefsclsr] m | vora |
Tatal Trunk Groups: X x x x x x x x x X x
Trk Grps Meaw/Proc: x x x x x x x x x x x
Tot Geps » 3% observed biocking x x x x X x X 3 X X X
CLEC Adminiatered
Total Tnnk Groups: x x x x X x x x x X x
Trk Grps Mess/Proc. x x x x x x x x x x x
Tot Grps > 3% obeerved blocking x x x x x x x x x 2
TOTAL -
Tatal Trunk Groups 4 x x x x x x x x x
Trk Grps Mese/Proc x x x x x x x x x x
Tot Grps > 3% observed blocking x x x x x x X x x x X
Fuicm-o-
- Region
BST Administered ALloal k] Ms| nc | v | sc| sk | | rora
Total Trunk Groups: ¢ ! x X x x x x x x x v ox .
Trk Grps Meas/Proc: x x x x x x x x x X
Tot Grps » 3% obesrved biocking x x H x X X x x x x x
CLEC Administered
Totatl Trunk Groups: x x x x 3 X x x x x
Trk Grps Mess/Proc: x | S x x x x x x x
Tot Grps » 3% obesrved blocking x X x x X x X x x
TJOTAL "
Tots! Trunk Groups: x x x x x x x x x x x
Trk Grps Mess/Proc: x x x x x X X x X X x
Tot Grpe > 3% obeerved blocking x X x x X x x x x x x
PCT1 2 X x X X X X X X X X
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Staff Recommendation

Service Quality Measurements Exhibit A
Performance Reports
TRUNK GROUP PERFORMANCE
Pmmmmnu wp
) ﬂ!g-\__1
| BST Administered (s Joa]l wwlulwsTwclnefsc]se| m | vora
Total Trunk Groups: x x X X X X x x x x
Trk Grps Meas/Proc: x X x x x x X x x x x
Tot Grps > 2% obsetved blocking X X x x x X x x x x
! Independent Administered
Total Trunk Groups: x X x x x 4 X x x x
Trk Grps Meas/Proc: x X x x x X x X
Tot Grps > 2% obeerved blocidng x x x x 2 x x x X
TOTAL
Total Trunk Groups: x x x x x x x x x x
Trk Grps Meas/Proc: 4 x H x 2 x x x 2 x X
Tot Grps > 2% obsarved blocking x x x x x x x X x
BeliSouth Local Network
ﬂm_J
8sY it ALlGAlKY ulMgImlNFISQISFITNITOTAL
Total Trunk Groups: x x X x x x x x x x i
Trk Grps Mess/Proc: % x x x 4 x x x x x x
Tot Grpa > 3% obearved blocking x X x x x x x x 3 x x
3. Trunk Group Service Detail
CLEC _
— T = T gl ] o | =
TXs Y3 RPTS RMKS
M S e S e e 3 s e
BST Common T Trunk Group _
ORDERED | TOSN TANDEM o::s DESC | MAXBIXG | HR | TXS e TS
e L IO | _MAXBIXO | DAYS RPTS RMXS
X X X x_ 1 x | X X 1 x X x 1 X |
BST Local Network
CBSVD VAL NBR
ORDERED TOSN A-End Z-Ead DESC | MAXBLKO | R | TXs DAYS RPTS RMKS
X X X X X X X ] X X X :x::,
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Staff Recommendation
Service Quality Measurements
Performance Reports

Exhibit A

TRUNK GROUP PERFORMANCE

Trunkin '\d'itim

Part of 37 chanc.ter Common
Language Location Identifier(CLLI)

ldennﬁet for the CLEC Point of
Termination(POT)of the Trunk
Group.

Part of 37 character Common
ga‘rimhnm 1dentifier(CLLI)

AlphaNum(11)

TANDEM

Identifier for the BeliSouth Tandem
end of the Trunk Group.

Part of 37 character Common
Language Location Identifier(CLLI)
code.

AlphaNum(11)

END OFFICE

Identifier for the BeliSouth End
Office of the Trunk Group.

Part of 37 character Common
Location Language Identifien(CLLI)
code.

AlphaNum(11)

A-END

Identifier for the BeliSouth
Originating/Low Alpha end of the
Trunk Group.

Part of 37 character Common
wﬂpl.ouﬁonldmﬁﬁa(ml)

AlphaNum(11)

Z-END

Identifier for the BellSouth
Tammmndiﬁghﬂphenddthe
runk Group.

Plnd's‘lchnnauCommn
wmw&n

AlphaNum(11)

DESCRPT

Describes function/operation of the
Trunk Group.
Pmol”chnmcomm
Language Location Identifier(CLLI)

AlphaNum(15)

TGSN

AlphaNum(8)

OBSVD BLKG

Numeric
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